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TANZA WATER DISTRICT 


CITIZEN’S CHARTER 
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I. Mandate: 


WATER DISTRICT was created by virtue of the Sangguniang Bayan Resolution 
No iqr "? 8 dated Ma *. ch 24 ’ 1988 of the Municipality of Tanza pursuant to Presidential Decree 
MunicfpaVof Tanza qUate ’ ^ P ° tab ' e and aff0rdable water to the constituents of The 


II. Vision: 

The TAN Z A WATER DISTRICT envisions itself as a service-oriented, socially responsible 
institution providing sufficient supply of water to all barangays of Tanza by properly utilizing and 
preserving its water resources and improving and safeguarding its assets through its professional 
and dedicated workforce, thereby delivering effective and efficient public service to all. 


III. Mission: 

The TANZA WATER DISTRICT is committed to provide adequate, safe, potable and affordable 
water to the full satisfaction of all the people of the town of Tanza. \ 

IV. Service Pledge: 

D - isiplina’y aming paiiralin, sa lahat ng oras tungkulin aming tutupdin. 

A - garang aksyon aming hatid, anumang impormasyon ipababatid. 

L - ingkod bayan kaming maituturing, kaya’t serbisyo publiko aming uunahin. 

O - rganisadong pamamaraan isasakatuparan, upang inyong "requests" mabilis maaksyunan. 

- an ang aming panata sa sambayanan, taos pusong paglilingkod laging maaasahan. 
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External Services 

Response to Inquiries via Phone Call After Office Hours and During Holidays 

Customer Accounts and Services Division 
External Services 

Application for Senior Citizen Discount Availment 
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Accounting and Cash Management Division 
Administrative and General Services Division 

External Service 
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1. Purchase of Materials 

Purchase of materials is applicable to applicants with a new service connection who wishes to 
install their water lines. Improvement of water line facilities can also avail of these services. 


Office or Division: 

Accounting and Cash Management Division 

Classification: 

Simple 

Type of Transaction: 

G2C — Government to Citizen 

Who may avail? 

TWD Concessionaires/New Service Connection Annlicantc 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1. Lists of materials issued by the TWD 

inspector (for new service connection 
applicants) 

Field Inspector from CASD 

CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Get a transaction 

number from the 
person in-charge at 
the Public Assistance 
and Complaints Desk 
(PACD). Wait for your 
number to be called 
by the Teller/Cashier. 


None 

1 minute 

Officer of the Day in¬ 
charge at the PACD 
(Administrative/ 
General Services 
Division) 

s 

2. Proceed to the 
counter when called. 


None 

1 minute 

Teller/Cashier 
(Accounting and Cash 
Management Division/ 

4. Present list of 
materials issued by 
our inspector (for new 
service connection 
applicants) or inform 
the Teller/Cashier of 
the materials to be 
purchased. 

1. Prepare the 
purchase slip 
(PS) indicating 
the materials with 
corresponding 
quantity and 
amount. 

None 

3 minutes 

Teller/Cashier 
(Accounting and Cash 
Management Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

5. Pay the total 
amount to the 
Teller/Cashier. 

1. Process 
payment and 
issue Official 
Receipt. Inform 
the 

concessionaire to 
wait for the 
Storekeeper/ 
Supply Officer for 
the release of the 
materials 
purchased. 

May vary 
depending 
on the list 
of 

materials 

1 minute 

Teller/Cashier 
(Accounting and Cash 
Management Division) 

6. Get and check your 
OR and count your 
change before leaving 
the counter. 


None 

1 minute 

--——- 

7. Wait to be called by 
the Storekeeper. 

1. Forward the 
paid PS to the 
Storekeeper. 

None 

1 minute 

Teller/Cashier 
(Accounting and Cash 
Management Division)^ 

8. 

1. Prepare 
purchased 
materials and the 
Store Requisition 
Slip (SRS). 

None 

5 to 10 minutes 

Storekeeper/Supply s 

Officer 

(Administrative/ 
General Services 
Division) 

9. Present the Official 
Receipt to the 
Storekeeper/Supply 
Officer when called. 

1. Check the OR 
and give the 
purchased 
materials. 

None 

2 minutes 

Storekeeper/Supply 

Officer 

(Administrative/ 
General Services 
Division) 

10. Check if materials 

purchased are correct 
and complete, then 
sign the Store 
Requisition Slip (SRS) 
to acknowledge. 

1 . Let the client 
sign in the SRS. 

None 

2 minutes 

Storekeeper/Supply 

Officer 

(Administrative/ 
General Services 
Division) 

TOTAL: 

None 

17-22 minutes 
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Accounting and Cash Management Division 
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1. Water Bill Payment 

Concessionaires are obliged to settle their monthly bill. Failure to do so shall be grounds for 
disconnection of water service. 


Office or Division: 

Accounting and Cash Management Division 

Classification: 

Simple 

Type of Transaction: 

G2C — Government to Citizen 

Who may avail: 

TWD Concessionaires 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

Statement of Account (1 copy) 

Customer Service Area 

CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Get a transaction 
number from the 
person in-charge at 
the Public Assistance 
and Complaints Desk 
(PACD). 

1. Issue 
transaction 
number to the 
concessionaire. 

None 

15 seconds 

Officer of the Day in¬ 
charge at the PACD 
(Administrative/ 
General Services 
Division) 

la. If Statement of 
Account (SA) is not 
available, proceed to 
the Customer Service 
Area and inquire on 
the details of the 
account to be paid. 

1. Browse through 
the accounts 
master file in the 
system to get the 
corresponding 
account details of 
the 

concessionaire. 
Issue Bill 

Validation Slip 
(BVS). 

None 


\ 

2. Wait for your 
number to be called 
by the Teller/Cashier. 


None 

1 minute 


3. Proceed to the 
counter when called. 

1. Ask for the SA 
or BVS 


1 minute 

Teller/Cashier 
(Accounting and 

Cash Management 
Division) 

4. Pay your water bill 
to the Teller/Cashier. 

1. Process 
payment and 
issue Official 

Receipt and 
change. 

May vary 
depending 
on the actual 
water 

consumption 

2 minutes 

Teller/Cashier 
(Accounting and 

Cash Management 
Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

5. Get and check your 
water bill receipt and 
count your change 
before leaving the 
counter. 



1 minute 


TOTAL: 


5 minutes, 15 
seconds 



















Accounting and Cash Management Division 
Construction and Maintenance Division 
Customer Accounts and Services Division 

External Service 
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1. Request for Meter Transfer 

The request for meter transfer is applicable to all TWD concessionaires who wishes to transfer 
the location of their existing meters or thru the initiative of TWD due to road widening, construction 
of new house or buildings, relocation of water lines. In case that it may cause obstruction to the 
operation of TWD, meter transfer fee shall be determined after the inspection whether to be 
charge or not. Inspection shall be required to ensure the validity of the new location. 


Office or Division: 

Customer Accounts and Services Division 

Accounting and Cash Management Division 

Construction and Maintenance Division 

Classification: 

Simple 

Type of Transaction: 

G2C - Government to Citizen 

Who may avail: 

TWD Concessionaires 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1. One (1) Valid ID 


2. If the request is filed through a 

representative, an authorization letter 
and one (1) valid ID of the 
representative 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON \ 

RESPONSIBLE ' 

1. Proceed to 

Customer Service 

Area. Inquire on the 
process of meter 
transfer and submit 
the necessary 
requirements. 

1. Explain the 
process of meter 
transfer. 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. 

1. Prepare the 
Service Request 
Form (SRF). 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

3. Sign the Service 
Request Form (SRF) 
and confirm schedule 
of site inspection. 


None 

1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

4. 

1. Coordinate with 
the Construction 
and Maintenance 
Division (CMD) 
for the schedule 
of inspection. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

5. 

1. Conduct the 
site inspection. 
Inform client of 
the procedures 
and materials 
needed and to go 
to TWD office to 
pay the meter 
transfer fee. 
Forward SRF to 
CSAs with 
complete details 
of the action 
taken. 

None 

1-2 days 

Field Inspector 
(Construction and 
Maintenance Division) 

6. Go back to TWD 
office proceed to the 
Customer Service 

Area and inform that 
site inspection is 
done. 

1. Hand-in the 

SRF and advise 
client to pay to the 
Teller/Cashier. 

None 

1 minute 

Customer Service Aide \ 
(Customer Accounts 
and Services Division) s 

7. Pay to the 
Teller/Cashier. 

1. Process 
payment, issue 
Official Receipt 
and sign the SRF. 

None 

3 minutes 

Teller/Cashier 
(Accounting and Cash 
Management Division) 

8. Go back to 

Customer Service 

Area, present the OR 
and signed SRF and 

confirm the meter 
transfer schedule. 

1. Inform the 
concessionaire to 
advise the office 
when water lines 

are ready for 
inspection. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 

and Services Division) 

9. Contact our office 
to inform us that water 
line is ready. Confirm 
schedule of transfer. 

1. Endorse SRF 
to CMD. 

None 

May vary 
depending on 
the applicants 
installation of 
water lines. 

Customer Service Aide 
(Customer Accounts 
and Services Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

10. Wait for the 
maintenance crews 
for the transfer of 
water meter. 

1. Conduct meter 
transfer, test lines 
and let 

concessionaire 
sign the SRF to 
acknowledge. 

None 

1-2 days 

Field Inspector 
(Construction and 
Maintenance Division) 

TOTAL: 

None 

2-4 days,15 
minutes 
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2. Service Connection Application 

Service Connection application is applicable to any interested person of legal age, firm or 
corporation who wishes to apply or avail for the water services of Tanza Water District provided 
that is it within the services area. Required documents should be submitted to facilitate the 
processing of the application. 


Office or Division: 

Customer Accounts and Services Division 

Accounting and Cash Management Division 

Construction and Maintenance Division 

Classification: 

Simple 

Type of Transaction: 

G2C - Government to Citizen 

Who may avail: 

General Public (at least 18 years old) 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1. Fully accomplished application form 

Customer Service Area 

2. Photocopy of any valid ID (original 
copy to be presented for verification) 


3. Photocopy of proof of ownership (land 
title, notarized deed of sale or contract 
to sell) 


4. One (1) pc. 2x2 picture 


5. If applicant is from subdivision, any of 
the following: 

■ Authority to Move-in 

■ Certification from Developer 

■ Notarized Contract to Sell 

■ Notice of Award 

■ Certification of Turn-over/ 
Acceptance 

Subdivision Office 

6. If applicant is a beneficiary of Urban 

Poor Affairs Office (UPAO) / National 
Housing Authority (NHA), any of the 
following: 

■ Certification from UPAO 

■ Certification from NHA 

Urban Poor Affairs Office (UPAO) / National 

Housing Authority (NHA) 

7. If applicant is a representative of the 
owner, additional documents is 
required: 

• Notarized Special Power of 

Attorney (SPA) 

Owner of the property 
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|_CHECKLIST OF REQUIREMENTS | WHERETO SECURE 


• Photocopy of any valid ID of the 
representative (original copy to be 
presented for verification). 


• If the owner authorizes that the 
connection be registered in the 
name of his representative, the 
same must be indicated in the 
notarized SPA. 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to the 
Customer Service 
Area. Inquire on how 
to apply for Service 
Connection. 

1. Gives orientation 
on the process of 
water service 
application and 
other TWD policies. 

None 

5 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. Fill-out Service 
Connection 
application form. 

1. Explain areas to 
be filled up. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

3. Submit the fully 
accomplished 
application form with 
necessary 
requirements. 

Screen the 
application form 
and the 
requirements. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

4. Confirm schedule 
of 1 st inspection. 

1. Prepare work 
order to schedule 

1 st inspection with 
the maintenance 
crews. 

None 

1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

5. 

1. Conduct 1 st 
inspection. Inform 
concessionaire of 
the procedures and 
materials needed 
to prepare their 
water lines and to 
go to TWD office to 
Day the service 
application fee. 

None 

2-7 days 

Field Inspector 
(Customer Accounts 
and Services Division) 

6. Proceed to TWD 
office (Customer 
Service Area) after 

1. Hand-in the 
concessionaire’s 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 



















































CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

the 1 st inspection is 
done 

application form 
and advise him to 
pay to the 
Teller/Cashier 




7. Pay to the 
Teller/Cashier. 

(If concessionaire 
wishes to also 
purchase materials 
from TWD, hand-over 
to Teller/Cashier the 
list given by our 
inspector.) 

Get the OR, signed 
SACO and the 
change (if there is 
any) before leaving 
the counter. 

1. Process 

payment and 
issue Official 
Receipt (OR) and 
sign SACO. 

3,000.00 
(plus the 
amount of 
materials 
if he 

wishes to 
purchase 
from 
TWD) 

5 minutes 

Teller/Cashier 
(Accounting and Cash 
Management Division) 

8. Contact our office 
to inform us that 
water line is ready. 
Confirm schedule of 

2 nd inspection. 

1. Forward the 
application form to 
the Construction 
and Maintenance 
Division (CMD) to 
schedule 2 nd 
inspection. 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

9. 

1. Conduct 2 nd 
inspection. Check 
if water lines of 
concessionaire is 
properly installed. 

None 

3-5 days 

Field Inspector 
(Construction 
Maintenance Division) 

10. 

1. Prepare work 
order for 

installation of new 
water meter. 
r orward to the 
head of CASD for 
signature. 

None 

5 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

11. 

1. Forward work 
order to 
maintenance 
crews. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 


17 





























CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

12. 

1. Request from 
Storekeeper/ 
Supply Officer the 
materials needed 
to install the new 
service 
connection. 

None 

5 minutes 

Maintenance Crew 
(Customer Accounts 
and Services Division) 

13. Wait for our 
maintenance crews 
for the installation of 
the water meter. 

1. Install water 
meter, test lines 
and let 

concessionaire 
sign the form to 
acknowledge. 

None 

20 minutes 

Maintenance Crew 
(Customer Accounts 
and Services Division) 

TOTAL: 

3,000.00 

5-12 days, 52 
minutes 
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Accounting and Cash Management Division 
Customer Account and Services Division 

External Service 
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1- Request for Change of Account Name 



Change of Account Name is applicable to concessionaires who wishes to change the name of an 
existing account due to transfer of title of ownership, death of the account holder, availment of senior 
citizen’s discount and change of status. 


Office or Division: 

Customer Accounts and Services Division 

Accounting and Cash Manaqement Division 

Classification: 

Simple 

Type of Transaction: 

G2C — Government to Citizen 

Who may avail: 

TWD Concessionaires 

CHECKLIST OF F 

REQUIREMENTS 

WHERE TO SECURE 

1. One(1) Valid ID 


2. If the request is filed through a 

representative, an authorization letter 
and one (1) valid ID of the 
representative 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to the 
Customer Service 
Area. Inquire on the 
process of change of 
account name and 
submit requirements 
for verification. 

1. Verify account 
records and the 
requirements 
submitted. Explain 
the process of 
change of account 
name. 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. 

1. Prepare the 
Service Request 
Form (SRF). 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

3. Sign the SRF. 

1. Advise the client 
to pay the fee for 

the change of 
account name to 
the Teller/Cashier. 
Hand-in SRF. 

None 

1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

5. Pay to the 
Teller/Cashier. Get 
the OR, signed SRF. 

1. Process 
payment, issue 
Official Receipt and 
sign the SRF. 

P 20.00 

2 minutes 

Teller/Cashier 
(Accounting and Cash 
Management Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

6. Go back to 

Customer Service 

Area, present the OR 
and signed SRF. 

1. Inform the client 
on the effectivity of 
the request. 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

TOTAL: 

None 

12 minutes 
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2. Request for Meter Calibration 

Meter Calibration is applicable to TWD concessionaires with high consumptions, stuck-up water 
meters to check and verify the validity of the water consumption. 


Office or Division: 

Customer Accounts and Services Division 

Accounting and Cash Manaqement Division 

Classification: 

Simple 

Type of Transaction: 

G2C — Government to Citizen 

Who may avail: 

TWD Concessionaires 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1. One (1) Valid ID 


2. If the request is filed through a 

representative, an authorization letter 
and one (1) valid ID of the 
representative 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to 
Customer Service 
Area. Inquire on the 
process of meter 
calibration. 

1. Explain the 
process of meter 
calibration. 


3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. 

1. Prepare the 
Service Request 
Form (SRF). 


2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

3. Sign the SRF. 

1. Advise the 
client to pay the 
calibration fee to 
the Cashier. 


1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

4. Wait for your name 
to be called, hand 
over SRF and pay the 
calibration fee to the 
Teller/Cashier. 

1. Process 
payment, issue 
Official Receipt 
and sign the SRF. 


2 minutes 

Teller/Cashier 
(Accounting and Cash 
Management Division) 

5. Get the OR. Go 
back to Customer 
Service Area, present 
the OR and SRF and 
confirm the calibration 
schedule. 

1. Inform the client 
on the schedule of 
the calibration. 


1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

6. Wait for the 
maintenance crew to 
pull-out the meter for 
calibration. 

1. Pull-out the 
meter for 
calibration. 


4 hours 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

7. 

1. Test water 
meter if accurate 
or needs 
replacement. (If 
accurate the same 
meter will be 
reconnected if not 
it will be replaced 
by a new meter). 


10 minutes 

Maintenance Crew 
(Customer Accounts 
and Services Division) 

8. Wait for the result 
of calibration. 

_ 

1. Advise the 
result of 
calibration and 
reconnect the 
meter. 


2 hours 

Maintenance Crew 
(Customer Accounts 
and Services Division) 

TOTAL: 

None 

6 hours, 19 
minutes 

\ 
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3. Request for Meter Safe Keeping (Voluntary Disconnection) 



Meter S3 f e Keeping is applicable to those TWD concessionaires whose water connection will not be 

“ a c f a,n p ^ ,0d of time due t0 of 'ease of contract, property in market, transfer 

other location or other circumstances may be disconnected upon the request of the account holder 
Necessary documents must be submitted for validation of request and payments must be settled if 

any. 


Office or Division: 

Customer Accounts and Services Division 

Accounting and Cash Management Division 

Classification: 

Simple 

Type of Transaction: 

G2C - Government to Citizen 

Who may avail: 

TWD Concessionaires 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1- One (1) valid ID 


ir tne request is filed 
representative, an at 
and one (1) valid ID ( 
representative 

through a 
ithorization letter 
sf the 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to the 
Customer Service 

Area. Inquire on the 
process of meter 
safekeeping and 
submit requirements 
for verification. 

1. Verify account 
records and the 
requirements 
submitted. 

Explain the 
process of meter 
safekeeping. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. 

1. Prepare the 
Service Request 
Form (SRF). 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

3. Sign the SRF. 

1. Advise client to 
wait for his final 
bill within one (1) 
month and settle 
it immediately. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

4. Once the final bill 
was received, Pay to 
the Teller/Cashier. 

Get the OR, signed 

SRF. 

Process payment, 
issue Official 
Receipt and sign 
the SRF. 

None 

2 minutes 

-__ 

Teller/Cashier 
(Accounting and Cash 
Management Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

5. Pay to the 
Teller/Cashier. Get 
the OR and signed 
SRF. 

Process payment, 
issue Official 
Receipt and sign 
the SRF. 

None 

2 minutes 

Teller/Cashier 
(Accounting and Cash 
Management Division) 

6. Go back to 

Customer Service 

Area, present the OR 
and signed SRF and 
confirm the schedule 
of disconnection. 

Inform the client 
on the schedule 
of the 

disconnection/ 
safekeeping of 
water meter. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

7. Wait for our 
maintenance crews 
for the disconnection 
of the water meter; 
acknowledge and sign 
the SRF. 

Pull-out meter. 

None 

20 minutes 

Maintenance Crew 
(Customer Accounts 
and Services Division) 

L TOTAL: 

None 

33 minutes 
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4. Request for Partial Payment 

UlTrrr n0te iS a document s '3 ned by 'be concessionaire containing a written 

beyond their control whlre PN is 


Office or Division: 

Customer Accounts and Services Division 

Accounting and Cash Manaqement Division 

Classification: 

Simple -- 

Type of Transaction: 

G2C Government to Citizen 

Who may avail: 

TWD Concessionaires 

^HtUKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1. One (1) Valid ID 


2. Statement of Account 


o. it me request is file 
representative, an 
and one (1) valid 1C 
representative 

d through a 
authorization letter 
of the 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 

TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to 
Customer Service 
Area. State the 
intention of 
requesting partial 
payment (water bill or 
service connection 
fee). State the 
reason why the need 
for such. 

1. Evaluate 
concessionaire’s 
account. If in 
good standing, 
compromise the 
terms of payment 
with the client. If 
not, inform the 
client the reason 
of disapproval. 

None 

5 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. 

1. If the client is 
qualified, prepare 
the Promissory 

Note (PN), explain 
the payment 
terms to the client 
once again. 

As stated 
in the PN 
schedule 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

3. Acknowledge the 
terms and conditions 
stipulated and sign 
the PN. 

1. Advise client to 
wait to be called. 
Forward the PN to 
the Head of 
Customer Account 


3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 


and Services 
Division. 




4. 

1. Verify and sign 
the PN. 

None 

2 minutes 

Division Manager 
(Customer Accounts 
and Services Division) 

5. Proceed to the 
Teller/Cashier when 
called and pay the 
partial payment as 
agreed upon. Get the 
OR, signed PN and 
count the change 
before leaving the 
counter. 

1. Process 
payment, issue 
Official Receipt 
and sign the PN. 
Note the date, 
amount paid and 
OR#. 

As stated 
in the PN 
schedule 

2 minutes 

Teller/Cashier 
(Accounting and Cash 
Management Division) 

6. Go back to 

Customer Service 

Area, present the OR 
and the signed PN. 

1. Advise client to 
pay on or before 
the agreed 
schedule to avoid 
additional charges 
or disconnection. 

None 

1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

TOTAL: 

None 

16 minutes 
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5. Request for Reconnection (Active Accounts) 


Request for Reconnection of water service may be availed from Monday-Friday 8:00 am-5:00pm. 
after the settlement of overdue bills and reconnection fee. 


Office or Division: 

Customer Accounts and Services Division 

Accounting and Cash Management Division 

Classification: 

Simple 

Type of Transaction: 

G2C — Government to Citizen 

Who may avail: 

TWD Concessionaires 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1. Statement of Account (SA) 

Customer Service Assistant 

(Customer Service Assistant Division) 

CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to 

Customer Service 

Area and present the 
Statement of Account 
(SOA). Sign the 

SRF. 

1. Prepare SRF 
indicating the 
account details 
and sign the SRF. 
Inform applicant 
on the schedule 
of the 

reconnection. 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. Proceed to the 
Teller/Cashier, settle 
the outstanding bill 
plus the reconnection 
fee. 

1. Process 
payment and 
issue Official 
Receipts to 
concessionaire. 
Teller/Cashier will 
forward SRF and 
reconnection slip 
to Customer 

Service Aide. 

P 200.00 
plus the 
outstanding 
bill 

4 minutes 

Teller/Cashier \ 

(Accounting and Cash 
Management Division) 

3. 

1. Forward to 
maintenance crew 
the SRF for 
reconnection. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

4. Wait for 
maintenance crew for 
the removal of bolt 
lock. Sign SRF. 

1. Remove bolt 
lock from the 
water meter, test 
lines and let 
concessionaire 
sign the SRF to 
acknowledge. 

None 

4 hours 

Maintenance Crew 
(Customer Accounts 
and Services Division) 

TOTAL: 

O ■ ■ 4- /-vff ~ ___ J *_• n r-v *->> 

None 

4 hours, 9 
minutes 



.. ™ u.uupm. /ah ic^ucouj iui icuuimeuiiun inea rrom o.uipm 

to 5:00pm will be attended to the next working day. If request for reconnection is filed on a 
Friday, regardless whether it is filed after the cut-off period of 3:00pm, the request will be acted 
upon before the closing of office hours of the same day. 
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6. Request for Reconnection (Dormant Accounts) 

Request for Reconnection of dormant accounts may be availed from Monday-Friday 8 00 am-5 00pm 
after the overdue bills and reconnection fee are settled. Additional documents may be required to 
verify the validity of the request. 


Office or Division: 

Customer Accounts and Services Division 

Accounting and Cash Management Division 

Classification: 

Simple 

Type of Transaction: 

G2C - Government to Citizen 

Who may avail: 

TWD Concessionaires 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1. One(1) Valid ID 


2. If the request is filed through a 

representative, an authorization letter 
and one (1) valid ID of the 
representative 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to 

Customer Service 

Area. Inquire on the 
process of 
reconnection. Submit 
proper requirements. 

1. Explain the 
process of 
reconnection. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. 

1. Prepare SRF 
indicating the 
account details of 
the 

concessionaire. 

None 

2 minutes 

Customer Service Aide \ 
(Customer Accounts 
and Services Division) 

3. Sign the Service 
Request Form (SRF). 


None 

1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division^ 

4. Proceed to the 
Teller/Cashier, present 
the SRF and settle the 
outstanding bill plus 
the reconnection fee. 

1. Process 
payment and 
issue Official 
Receipts (water 
bill and 

reconnection fee) 
to concessionaire. 

P200.00 
plus the 
outstanding 
bill 

4 minutes 

Teller/Cashier 
(Accounting and Cash 
Management Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

5. Teller/Cashier will 
forward SRF and 
reconnection slip to 
Customer Service 
Aide. 

1. Forward to 
maintenance crew 
the SRF for 
reconnection. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

6. 

1. Forward to 
maintenance crew 
the SRF for 
reconnection. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

7. 

1. Request for the 
water meter of the 
concessionaire 
and other 
materials needed 
for reconnection 
from the 
Storekeeper/ 

Supply Officer. 

None 

5 minutes 

Maintenance Crew 
(Customer Accounts 
and Services Division) 

9. Wait for the 
maintenance crew for 
the reconnection of 
water meter. 

1. Reconnect 
water meter, test 
lines and let 
concessionaire 
sign the form to 
acknowledge. 

None 

20 minutes 

Maintenance Crew 
(Customer Accounts 
and Services Division) 

TOTAL: 

None 

38 minutes 
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7 . Request for Refund of Calibration or Meter Transfer 


Request for Refund of Calibration or Meter Transfer is applicable for TWD concessionaires who opted 
not to proceed on their request for Meter Calibration or Transfer of Meter. Original Official Receipt 
and a letter of intent should be submitted to facilitate the request. 


Office or Division: 

Customer Accounts and Services Division 

Accounting and Cash Management Division 

Classification: 

Simple 

Type of Transaction: 

G2C - Government to Citizen 

Who may avail: 

TWD Concessionaires 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1. One (1) Valid ID 


2. Official Receipt 


3. Letter of Intent 


4. If the request is filed through a 

representative, an authorization letter 
and one (1) valid ID of the 
representative 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to the 
Customer Service 
Area. State the 
intention of 
requesting for a 
refund of the paid 
calibration or transfer 
fee which is not yet 
availed. 

1. Validate the 
request, ask for 
the requirements 
and prepare the 
Refund 
Authorization 

Form (RAF). 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. Sign the RAF. 

1. Forward the 

RAF to the Head 
of Customer 
Account and 
Services Division 
(CASD). 

None 

1 minute 

Customer Service Aide 

(Customer Accounts 

and Services Division) 

3. 

1. Sign the RAF 
for approval. 

None 

5 minutes 

Head 

(Customer Account 
and Services Division) 

4. 

1. Forward the 

RAF to the 
Accounting and 
Cash 

None 

1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 


Management 
Division (ACMD) 




5. Proceed to the 
Accounting office 
when called. 

1. Accompany 
client to the 

ACMD office and 
endorse to 
Accounting staff. 

None 

1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

6. Present valid ID. 

1. Let the client 
sign in the 
logbook, verify ID 
presented. 

None 

2 minutes 

Accounting Processor 
(Accounting and Cash 
Management Division) 

7. Sign the petty 
check voucher. 

1. Hand the cash 
and have the 
voucher signed by 
the client. 

None 

2 minutes 

Accounting Processor 
(Accounting and Cash 
Management Division) 

TOTAL: 

None 

15 minutes 
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8. Request for Refund of Service Connection 



Request for Refund of Service Connection Fee is applicable for TWD concessionaires who opted 
not to proceed on their Service Connection application. Original Official Receipt and a letter of intent 
should be submitted to facilitate the request. 


Office or Division: 

Customer Accounts and Services Division 

Accounting and Cash Management Division 

Classification: 

Simple 

Type of Transaction: 

G2C - Government to Citizen 

Who may avail: 

TWD Concessionaires 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1. One(1) Valid ID 


2. Official Receipt 


3. Letter of Intent 


4. If the request is filed through a 

representative, an authorization letter 
and one (1) valid ID of the 
representative 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to the 
Customer Service 

Area. State the 
intention of requesting 
for a refund of the 
paid service 
connection fee 
wherein service is not 
yet installed. 

1. Validate the 
request, ask for the 
requirements and 
prepare the Refund 
Authorization Form 
(RAF). 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

3. Sign the RAF. 

1. Forward the RAF 
to the Head of 
Customer Account 
and Services 

Division (CASD). 

None 

1 minutes 

Customer Service Aide 

(Customer Accounts 
and Services Division) 

4. 

1. Advise the client 
to come back after 
two (2) days to 
claim the check. 

None 

1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

5. 

1. Sign the RAF for 
approval. 

None 

5 minutes 

Head 

(Customer Account and 
Services Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

6. 

1. Forward the RAF 
to the Accounting 
and Cash 
Management 
Division (ACMD). 

None 

1 minute 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

7. 

1. Process the 

RAF, prepare 
voucher and check. 

None 

One (1) day 

Accounting Processor 
(Accounting and Cash 
Management Division) 

8. After two (2) days, 
come back to claim 
the refund. Register 
again in the Visitor’s 
Logbook. 

1. Accompany 
client to the ACMD 
office and endorse 
to Accounting staff 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

9. Present valid ID. 

1. Let the client 
sign in the logbook, 
verify ID presented. 

None 

2 minutes 

Accounting Processor 
(Accounting and Cash 
Management Division) 

10. Sign the check 
voucher. 

1. Hand the check 
and explain how to 
encash the said 
check. 

None 

2 minutes 

Accounting Processor 
(Accounting and Cash 
Management Division) 

11. 

- 

1. Secure copies of 
refund documents, 
attach to Service 
Application and 
Construction Order 
(SACO) form, 
record and file. 

None 


Customer Service Aide ^ 
(Customer Accounts 
and Services Division) 

TOTAL: 

None 

1 day, 17 

minutes 
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Administrative and General Services Division 
Construction and Maintenance Division 
Customer Accounts and Services Division 
Water Resources, Planning and Design Division 

External Service 
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1. Response to Inquiries (Waik-in) 



Response to Walk-in Inquiries are applicable for the general public who would like to inquire on the 
available services provided by Tanza Water District. Concessionaires can also inquire on matters 
regarding their existing water connection. 


Office or Division: 

Customer Accounts and Services Division 

Administrative and General Services Division 

Construction and Maintenance Division 

Water Resources, Planning and Design Division 

Classification: 

Simple 

Type of Transaction: 

G2C - Government to Citizen 

Who may avail: 

General Public 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

None 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES 
TO BE 
PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Register in the 
Visitor’s Logbook 
located at the Public 
Assistance and 
Complaints Desk 
(PACD). 

Let the client fill-out 
details in the 

Visitor’s Logbook. 
Direct client to 
proceed to 

Customer Service 
Area. 

None 

1 minute 

Officer of the Day in¬ 
charge at the PACD 
(Administrative/ 
General Services 
Division) 

2. Inquire matters 
which may include but 
not limited to: 

• High 
consumption 

• dirty water 

• low pressure 

• wrong reading 

• no water 

• change meter 

• stolen meter 

• others 

Reply to simple 
queries. If client 
has service 
request, get the 
details and prepare 
Service Request 
Form. 

None 

10 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

3. Confirm the 
possible schedule for 
request to be acted 
upon. 

Schedule and 
assign the SRF for 
appropriate action. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 


37 




















CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

4. Sign and 
acknowledge the SRF. 

Act upon the 
request of the 
concessionaire. 

None 

May vary 
depending on 
the applicants 
request. 

Maintenance Crew 
(CASD/CMD/WRPPD) 

5. 

Record the action 
done and forward 
the SRF to CSA. 

None 

3 minutes 

Maintenance Crew 
(CASD/CMD/WRPPD) 

TOTAL: 

None 

16 minutes 
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Construction and Maintenance Division 
Customer Accounts and Services Division 
Water Resources, Planning and Design Division 

External Service 
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1. Response to Inquiries via Phone Call During Office Hours 


Response to Inquiries via Phone call during Office Hours are inquiries regarding service connection 
application, reconnection, disconnection, meter safe keeping follow-up on request and other concerns 
by the concessionaires and those who are interested to avail of Tanza Water District’s services. 


Office or Division: 

Customer Accounts and Services Division 

Construction and Maintenance Division 

Water Resources, Planninq and Desiqn Division 

Classification: 

Simple 

Type of Transaction: 

G2C — Government to Citizen 

Who may avail: 

General Public 

CHECKLIST OF F 

EQUIREMENTS 

WHERE TO SECURE 

1. General Public 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Request for 
assistance via phone. 
State full name, 
complete address, 
account number (if 
existing 

concessionaire) 
contact number and 
the nature of inquiry 
or assistance needed. 

1.1 Acknowledge 
and record caller’s 
given details and 
reply to simple 
queries. 

1.2 For follow-up of 
existing service 
request, verify the 
status and the 
action taken. 

1.3 If caller has 
service request, get 
the details of 
request and 
prepare Service 
Request Form 
(SRF). 

None 

2-5 minutes 

1-3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. Confirm the 
possible schedule for 
request to be acted 
upon. 

1. Schedule and 
assign the SRF for 
appropriate action. 


1-3 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

3. 

1. Act upon the 
request of the 
concessionaire. 

_et concessionaire 
sign the SRF. 


Less than two 
(2) days 

Maintenance Crew 
(CASD/CMD/WRPDD) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

4. Sign the SRF to 
acknowledge. 



Less than two 
(2) days 

Maintenance Crew 
(CASD/CMD/WRPDD) 

5. 

1. Record the 
action done and 
forward the SRF to 
CSA. 


3 minutes 

Maintenance Crew 
(CASD/CMD/WRPDD) 

6. 

1. File the SRF. 


2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

TOTAL: 

None 

Less than 4 
days, 9-16 
minutes 
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Water Resources, Planning and Design Division 

External Service 
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1. Response to Inquiries via Phone Call After Office Hours and During Holidays 

Response to inquiries via phone call after office hours and during holidays are inquiries regarding 
service connection application, reconnection, disconnection, meter safe keeping follow-up on request 
and other concerns by the concessionaires and those who are interested to avail of Tanza Water 
District’s services. 


Office or Division: 

Water Resources, Planninq and Design Division 


Classification: 

Simple 


Type of Transaction: 

G2C - Government to Citizen 


Who may avail: 

General Public 


CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 


NONE 



CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 


1. Request for 
assistance via phone. 

1. Get account 
data of caller and 
reply to simple 
queries. If caller 
has service 
request, get the 
details of request 
and prepare 
Service Request 
Form (SRF). If 
query is regarding 
client’s billing 
account, simply 
request caller to 
call the next 
working day. 

None 

2 to 5 minutes 

Pump Operator on 
duty 

(Water Resources , 
Planning and Design 
Division) 


2. 

1. If required 
assistance is 
complex such as 
leak repair, visit 
the reported area 
and do the 
necessary action. 

If it is not possible 
to do it alone, 
contact other 
maintenance crew 
to act upon the 
situation. 

None 

10 minutes-2 
hours 

Pump Operator on 
duty 

(Water Resources 
Planning and Design 
Division) 
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CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

3. 

1. Complete the 
SRF, include the 
nature of the 
action taken. 


2 minutes 

Pump Operator on Duty 
(Water Resources 
Planning and Design 
Division) 

4. Sign the SRF to 
acknowledge the 
action done. 



1 minute 


TOTAL: 

None 

2 hours, 15-18 
minutes 
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Customer Accounts and Services Division 

External Service 
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1. Application for Senior Citizen Discount Availment 

Application for Senior Citizen’s Discount Availment is the grant of 10% discount relative to the monthly 
utilization of water by households with senior citizens/ PWD, provided that the individual meter for the 
foregoing utility is registered under their name and furthermore the monthly consumption does not 
exceed 30 cu.m. Submission of requirements and annual renewal is required. 


^Office or Division: 

Customer Accounts and Services Division 

Classification: 

Simple 

Type of Transaction: 

G2C - Government to Citizen 

Who may avail: 

Senior Citizen 

CHECKLIST OF REQUIREMENTS 

WHERE TO SECURE 

1. Fully accomplished application form 

Customer Service Area 

z. rnotocopy of Senioi 
copy to be presented 

Citizen ID (original 

1 for verification) 


CLIENT STEPS 

AGENCY 

ACTIONS 

FEES TO 
BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to the 
Customer Service 

Area. 

1. Gives 

orientation about 
policies on senior 
citizen discount in 
accordance with 
Republic Act No. 
9994 and other 
TWD policies. 

None 

7 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

2. Fill-out application 
form. 

1. Explain areas 
to be filled up. 

None 

3 minutes 

Customer Service Aide 
(Customer Accounts s 
and Services Division) 

3. Submit the fully 
accomplished 
application form with 
necessary 
requirements. 

1. Screen the 
application form 
and the 
requirements. 

Inform the client 

of the effectivity of 
the discount. 

None 

2 minutes 

Customer Service Aide 
(Customer Accounts 
and Services Division) 

TOTAL: 

None 

12 minutes 
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I, CPS 


FEEDBACK AND COMPLAINTS MECHANISM 


How to send feedback 

Accomplish our feedback form available at the Public 
Assistance and Complaints Desk (PACD) and at 
the Customer Service Area and drop it in the box 
provided or you can 

send your feedbacks through the following 
communication channels: 

a. www.facebook.com/Tanza-Water-District- 

b. tanza wd@vahoo.com 

c. (046)~505-2906;484-1813 

How feedbacks are processed 

Every day the Officer-in-charge at PACD would 
inform the AGSD if there are forms in the drop box. 
The AGSD will open the box and compiles and 
records all feedbacks submitted. 

Feedbacks requiring answers and actions are then 
forwarded to the concerned division and are required 
to be answered within three (3) days upon receipt of 
the feedback. 

The action of the concerned division is then relayed 
to the client. 

For inquiries and follow-ups clients may call the 
following telephone numbers 046) 505-2906; 484- 
1813. 

How to file a complaint 

Accomplish our complaint form available at the 
Public Assistance and Complaints Desk (PACD) 
and at the Customer Service Area and drop it in the 
box provided or you can 

send your complaints through the following 
communication channels: 

a. www.facebook.com/Tanza-Water-District- 

b. tanza wd@vahoo.com 

(046) 505-2906; 484-8090; 484-1813-14 

Complaints can also be course via telephone. Make 
sure you have the following information: 

- Name of the person being complained 

- Incident 

- Evidence 

For inquiries and follow-ups clients may call the 
following telephone numbers 046) 505-2906' 484- 
1813. 
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feedback and complaints mechanism 

How complaints are processed 

Every day the Officer-in-charge at PACD would 

inform the AGSD if there are forms in the drop box. 
The AGSD opens the complaints box on a daily basis 
and evaluates each complaint. 

Upon Evaluation, the AGSD shall start the 
investigation and forward the complaint to the 
concerned division for their explanation. 

The AGSD will create a report after the investigation 
and shall submit to the Head of the Agency for 
appropriate actions. 

The AGSD will inform the feedback to the client. 

For inquiries and follow-ups clients may call the 
following telephone numbers 046) 505-2906- 484- 
1813. 

Contact Information of CCB, PCC, ARTA 

ARTA: complaints(5)arta.qov.Dh 

: 1-ARTA (2872) 

PCC: 8888 

CCB: 0908-881-6565 (SMS) 





















ANNEXES 



ANNEXES A 
FORMS 




Statement of Account 




Validated Water Bill Official Receipt 






































































Cashier’s Official Receipt 



















Store Requisition Slip 



Reconnection Slip 















































































































Date-_ 

Concessionaire: 
Address. 


Republic of the Philippines 

TANZA water district 


8IU OF MATERIALS 


20200307 



Customer Service Asa 


Bill of Materials 


CAS-005-00 



Republic of the Philippines 
TANZA WATER DISTRICT 


MAINTENANCE ORDER FOR NEW SERVICE CONNECTION 


Concessionaire:_ 

Service Address: _ " 

Account Number:_ class: 

Service Connection Number:_Size: _ 


O. No. ___B.M. No:. 

Meter Number: _ 

Meter Reading:_ 

Payment Date:__ 


Description of work: SERVICE CONNECTION 
(_with excavation ) (_Tap } 


Prepared and Verified by; 


Gl Nipple 

Tee Mir Reducer 

Gl Nipple 

PE Tube 

GITee 

Union Mig 

Gl Tee Reducer 

Union Mig Reducer 

Bail valve 

Tail Piece 

Gi Plug 

Teflon 

Gl Coupling 

Meter Seal 

Gl Elbow 

Water Meter 

Gl Elbow Reducer 

Others: 

Mig Rep. Piece 


Tee Mig 


Date of Work Completion: 

Time Started- 

Received by: 

Date Received: 


JHELLO D. ARCA 
Survey Aide 


Approved by: 


MIRA IRIS H. AREWAL 

Division Manager B. CA5D 


Remarks:. 


Time Finished: 


By: 


Commercial Aide 


Maintenance Order 


































































































































CAS-009-00 



Republic of the Philippines 

TANIA WATER DISTRICT 


APPLICATION FOR SENIOR CITIZEN DISCOUNT AVAIUVIENT 


Acct. Name: 
Address: 

Date of Birth: 


ASCDA No. _ 


Meter No: 
Account No: 
Tel. No: 


DOCUMENTARY REQUIREMENTS SUBMITTED: 

1 APPLICATION FORM 
PROOF OF RESIDENCE 
WATER BILL 

COMMUNITY TAX CERTIFICATE 
VALID SENIOR CITIZEN I.D. CARD 
OTHER i.D.s PRESENTED: 


a 

a 

a 

a 


a RENEWAL 

‘- > NEW APPLY 

NEW SERVICE CONNECTION 


□ 


NO: 


a 


AUTHORIZATION LETTER (If applying through representative) 
VALID I.D. OF THE REPRESENTATIVE 
Note: AnnuaI renewal of application is required. 

RECEIVED & EVALUATED BY: 


Customer Service Aide 


CONDITIONS FOR THE AVAILMENT: 

1. The Senior Citizen must be a resident of the household and can only avail one connection discount 
i ~ Consumption should not exceed 30 cubic meters. 

3. This is granted per household regardless of the number of senior citizens living therein 
A. Meter registration should be in the name of the senior citizen. 

5. Water connection must be residential. 

It IS understood that I am fully aware of the conditions for availment and that I agree to abide by all its terms. 

* WITNESS WHERE0F ' 1 affix m v this-day of_2018 atTanza, Cavite, Philippines. 


CONFORME: 


Signature Over Printed Name 

Res. Cert. No.___ 

Issued on __ 

Issued at 


APPROVED BY: 

MIRA IRIS H. ARENAL 

DMB, CASD 

Res. Cert. No. 07598255 
Issued on 01/18/2018 
issued at 


Doc. No. 
Page No. 
Book No. 
Series of 


SUBSCRIBED AND SWORN to before me this 


_ day of _ 


NOTED BY: 

ENGR. MYRNA P. BQBADILLA 

General Manager 
Res. Cert. No. 07598251 
Issued on 01/18/2018 
Issued at Tanza. Cavite 


_2018 atTanza, Cavite, Philippines. 


Notary Public 



Application for Senior Citizen Discount Availment 












































Promissory Note 






































Notice of Calibration 




Service Inspection Order 





















































